
DocuSign Envelope ID: BB26F462-4C6F-45A1-8497-917B45B8A029 

1 

TRGC3071 - Provision of Jaggaer S2C Support Desk Service 

RM6100 Technology Services 3 Agreement 

Order Form 

This Order Form is issued in accordance with the provisions of the Technology Services 3 
Framework Agreement RM6100 dated [16/06/2021] between the Supplier (as defined below) and 
the Minister for the Cabinet Office (the "Framework Agreement") and should be used by Buyers 
after making a direct award or conducting a further competition under the Framework Agreement. 

The Contract, referred to throughout this Order Form, means the contract between the Supplier and 
the Buyer (as defined below) (entered into pursuant to the terms of the Framework Agreement) 
consisting of this Order Form and the Call Off Terms. The Call-Off Terms are substantially the terms 
set out in Annex 2 to Schedule 4 to the Framework Agreement and copies of which are available 
from the Crown Commercial Service website http://ccs- 
agreements.cabinetoffice.gov.uk/contracts/rm1234. The agreed Call-Off Terms for the Contract 
being set out as the Annex 1 to this Order Form. 

The Supplier shall provide the Services and/or Goods specified in this Order Form (including any 
attachments to this Order Form) to the Buyer on and subject to the terms of the Contract for the 
duration of the Contract Period. 

In this Order Form, capitalised expressions shall have the meanings set out in Schedule 1 
(Definitions) of the Call-Off Terms 

This Order Form shall comprise: 

1. This document headed “Order Form”
2. Attachment 1 – Services Specification
3. Attachment 2 – Charges and Invoicing
4. Attachment 3 – Service Levels and Service Credits
5. Attachment 4 – Key Supplier Personnel and Key Sub-Contractors
6. Attachment 5 – Governance
7. Attachment 6 – Schedule of Processing, Personal Data and Data Subjects
8. Attachment 7 – Transparency Reports; and
9. Annex 1 – Call Off Terms and Additional/Alternative Schedules and Clauses.

The Order of Precedence shall be as set out in Clause 2.2 of the Call-Off Terms being: 

• the Framework, except Framework Schedule 18 (Tender)
• the Order Form
• the Call Off Terms; and
• Framework Schedule 18 (Tender).
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TRGC3071 - Provision of Jaggaer S2C Support Desk Service 

 

 

Attachment 1 – Services Specification 
 
Annex A: Statement of Requirement – Provision of Jaggaer S2C Service Desk Support 
(TRGC3071) 
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TRGC3071 - Provision of Jaggaer S2C Support Desk Service 

 

 

 
 

Example: 
Service Request SLA = 85% but 79% achieved in quarter therefore 6% of the Charges payable to 
the Buyer as Service Credits to be deducted from the next Invoice payable by the Buyer 

Critical Service Level Failure 
 

A Critical Service Level Failure shall include a delay in delivering support to DfT and agencies such 
that there is an impact on the ability of the business to operate effectively. 

And/or 

A Critical Service Level Failure shall include a loss of support during core hours 

And/or 
Failure to deliver on the KPIs above within a quarterly (3 month) time period. 
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Annex 1 – Call Off Terms and Additional/Alternative Schedules and 

Clauses 
 
 
 
 




